
 
 
 
 
 
 
 
 

Present: Bernie Keenan (BK), Tammy Bradley (TB), Jayne Boote (JB), Sue Fisher (SF), Alison 
Hughes (AH), Alan Greig (AG), Lynn Hurrell (LH), Gill Harrison (GH), Don Smith (Dsmith) Paul 
Fieldsend (PF), Sheila Carter (SC), Dobbie Shepherd (DShepherd), Gladys Richmond (GR), Keith 
Richmond (KR), Geoff Bond (GB), Lesley Bell (LB), Suzanne Law (SL), Tess Cardwell (TC), 
Marlene Wadley (MW), Claire Cowell (CC), Peter Bond (PB), Steven Portwood (SP), Kathleen 
Foster (KF), David Johnson Walford (LJW), Laura Johnson Walford (DJW), John Taylor (JT), Joan 
Mottram (JM). 
 

 

 Item Discussion held  Action  

1. Code of conduct 
and introduction 
to meeting 

SF introduced the meeting and asked everyone to take 
note of the code of conduct. 

 

2. Apologies Kate Henderson, Andrea Wilson, Roger Smith and 

Paula Brook. 

 

3. Overview of 
Scrutiny 

JB gave an overview of the Scrutiny Pool and asked 

everyone to look at the handout ‘Making Judgements’ 

which gave a clear understanding of what the overall 

report for each review should read like. 

 

4. Split into service 
review groups: 
 

 Support to 
those under 
occupying 

 

 Repairs 
times 

The pool split into two groups to look into the review of 

each service. 

Support to those under occupying 

Tess Cardwell, Lesley Bell, Suzie Law, Claire Cowell, 
Geoff Bond, David Johnson-Walford, Laura Johnson-
Walford, Kath Foster, supported by Tammy Bradley, 
Jayne Boote, Gill Harrison, Sue Fisher, Alison Hughes. 
 
JB explained under occupancy, how it is assessed and 
how it affects Housing Benefit. 
 
TB explained under occupancy is part of the 
Government’s Welfare Reform, and how Progress 
Housing Group has been prepared for the reform since 
October 2011 with an action plan to support tenants 
who may be affected. 
 
TB asked the group to look at the under occupancy 
overview document. The document explained the 
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impact the ruling had on PHG customers and how the 
association can act to support those affected. This 
includes employing extra members of staff and an 
under occupation policy was produced which provided 
financial incentives for customers to downsize. 
 
GH gave examples of communication to customers 
affected by under occupancy. This included door 
knocks, letters, articles in StreetTalk. GH explained that 
877 customers had been contacted, of which 430 need 
assistance and 82 customers haven’t responded to the 
communication. 
 
A discussion was had about direct matching and it was 
identified that customers in the review group who are 
affected by under occupancy were not aware of direct 
matching. 
 
TB did make it known that direct matching is a sensitive 
subject as the lettings process is in conjunction with 
other agencies. 
 
LB spoke of issues with contact hours for people who 
are in full time employment. 
 
CC asked if the customer’s records that are under 
occupying are correct and if so, how many are correct. 
GH didn’t know the exact figure, therefore will bring the 
information to the next meeting. 
 
JB summarised the discussion, and suggested the 
following points to look into that affect tenants. 
 

 How do customers know who to contact? 

 If customers are affected, what are their 
options? 

 
JB asked the group to gather any PHG information they 
have or have seen that relates to under occupancy and 
bring to next session; GH will also gather any form of 
communication PHG has produced to customers that 
are affected. 
 
JB also asked LB and SL to note down how they have 
been affected by under occupancy and make note of 
their experience from the beginning to now. 
 
TB asked the group should PHG communicate solely to 
customers who are affected or to customers as a 
whole.  
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The general reply was to target customers who are 
affected only. 
 
CC suggested mystery shopping exercises for the 
review. 
 
Repairs times 
Joan Mottram, Dobbie Shepherd, Paul Fieldsend, 
Sheila Carter, Marlene Wadley, Steven Portwood, 
Keith Richmond, Glenys Richmond, Don Smith, Peter 
Bond. Bernie Keenan, Lynn Hurrell, Alan Greig and 
Sian Coulton supported the group. 
 
BK advised the main objective for the group would be 
to produce a short report looking at the repairs service 
with the assistance of JB. The group would firstly need 
to decide what area of the service they want to look at 
exactly, being conscious of the work the existing 
repairs forum is currently undertaking.  
   
BK asked members for their suggestions on what they 
would want to look at to help establish the scope of the 
review. SC stated that from looking at the figures she 
finds it hard to see an area that needs to be looked at. 
A discussion was held around the figures and what 
could be looked at and attendees agreed with SC that 
there was no area causing concern. BK explained that 
it is fine to keep it simple if that is all it needs to be.  
 
LH advised that all figures given are actual figures and 
it was suggested that these figures could be reviewed 
during the year to make sure they are on track.  
 
JM suggested it may be a good idea to gain feedback 
through telephone calls and LH agreed, explaining how 
the new systems are hoped to free up time for 
managers to allow them to make phone calls and 
speak with customers directly.  
 
It was questioned that when tradesmen come out to 
confirm the job if this is counted in the figures for 
completion within the right time frame. LH advised that 
this is not counted and classed as complete when the 
job has been done. BK questioned whether if this was 
an issue of whether jobs are being done right first time? 
SP agreed that he feels it would be beneficial to know 
when the job will be done, who by and when. SP 
questioned how user friendly the new technology will 
be to staff as their success are often limited if they 
aren’t understood properly by the user. LH advised that 



full training will be given to all staff so they will be able 
to use them to their full potential and a group of 
tradesmen are currently trialing them to ensure all user 
problems are addressed before they are launched.  
 
PB asked if he could visit repairs to see what they do 
and it was advised that this would be possible.  
 
SP asked whether the repairs forum are looking at the 
new mobile devices and LH advised they were 
considering everything ready for the systems going live 
to ensure all points are covered.  
 
PF questioned whether workman going out to check 
the job before doing the work is a waste of time but LH 
advised that sometimes it is essential.  
 
SP advised that he had a job open in December that is 
still not complete despite being past the over the 28 
days routine repair. If the job cannot be complete then 
it would be advisable to make sure a response is given 
to the customer and a reason communicated. PF asked 
for a list to be produced on the classification of repairs 
and it was advised that a full list can be found in the 
tenant’s handbook which each customer should have. 
Further copies can be requested from the estate 
management team.  
 
BK recapped the discussion and listed the main points 
raised.  
 

 Speed of dealing with repairs – being looked at 
by the repairs forum.  

 

 Right first time including completion 
 

 Communication and information – keeping 
people informed / providing information in the 
first place.  
 

SP questioned what is being used at the moment to 
gain feedback and BK advised it is a paper format 
which relies on customers posting them back.  
 

 Look at process first hand / shadow repairs 
team.  
 

 Speed – the repairs forum are looking at a next 
available appointment system that would have 
urgent repairs and then next available 



appointment system for others.  
 
 
SP commented that for PCHA communication needs to 
be looked at as staff report repairs on behalf of 
customers but never get an update directly so don’t 
know the status of a repair.  
 
BK questioned who out of the group sat on the repairs 
forum and it was established the majority of the group 
sat on both.  
 
KR questioned whether the two groups were just 
duplicating each other’s work.  
 
DS suggested looking at the communication of 
satisfaction. SP agreed as he feels it shouldn’t be put 
on the tenant to reply, if possible they should be able to 
give the completed forms to the workmen before they 
leave.  
 
BK asked the group what information they felt they 
would need for the next meeting? 
 
PF requested that figures / data be presented at the 
next meeting that shows the level of completed 
surveys.  
 
SP would be interested in the format / preferred 
method of communication for customers. DS felt that 
phones calls would get the highest response rate.  
 
SC – suggested the group look at the cost and VFM of 
surveys.  
 
Following this conversation it was agreed that tenant 
feedback would be looked at, including relating data, 
costs and methods of obtaining such data.  
 
Key staff from repairs will need to take part in this 
process to provide the data required.  
 
 
PF asked how long it would be until the new software 
system is up and running? LH advised it has a target 
date of July 2015.  
 
The groups reconvened in the boardroom to discuss 
their separate discussions. 
 



JB summarised the under occupancy discussion. 

 Members of the group to look at 
communications they can find on under 
occupancy by PHG. 

 Look at specific communications to people who 
are affected and how do people get access to 
support if they work. 

 Mystery shopping exercises. 
 
 
BK summarised the speed of repairs discussion. 

 Members of the group to look at tenant feedback 
in relation to repairs, including the return rate of 
satisfaction forms and methods of 
communication.  

 The group to consider current methods of 
communication and relevant data relating to the 
response rate.  

 Group to consider future plans to improve this 
service and put forward their own 
recommendations.  

 

5. Secret ballot for 
chair and deputy 
chair 

SF asked each nominee to say a few words about 

themselves before each person votes for the chair 

position. 

Steven Portwood, Paul Fieldsend, Clare Cowell and 

Geoff Bond all spoke about their skills to become chair. 

A secret ballot was carried out. Paul Fieldsend 

received the most votes and will be the Chair of the 

Scrutiny Pool.  Geoff Bond will be the deputy Chair of 

the pool. 

 

6. Date of next 
meeting 

Next quarterly meeting is Wednesday 16th July, 2pm at 

Sumner House. 

Next review group meeting is Friday 2nd May at Sumner 

House. 

 

7.  AOB N/A  

 


